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Detailed Action 



Specification 

r 

The title is not descriptive. A new title is required that is clearly indicative of the 
invention to which the claims are directed. 
Appropriate correction is required 
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Claim Rejections - 35 USC § 102 



1 . The following is a quotation of the appropriate paragraphs of 35 U.S.C. 1 02 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

2. Claims 1-14 are rejected under 35 USC 102(e) 

as being anticipated by Neumann et al., (US Patent 6735592). 

3. Regarding claim 1 , Neumann teaches a technical support system comprising: 

• a service information portal section which provides web pages as 
an information input and output interface (Neumann, col. 14, 1.8-11, 
col.15, 1.38-40); 

• a knowledge base section which stores various claim reports and 
solutions answered by engineers with respect to the claim reports 

■ 

(Neumann, col. 18, 1. 65-67); and 

• a claim handling section which searches said knowledge base 
section for solutions which match a claim content input to a client 
web page (Neumann, col. 16, 1.1-2, col. 18, 1. 7-36); 

wherein said claim handling section is configured to perform an 
ordinary search of collecting the claim reports from said knowledge 
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base section based on product information input as the claim 
content (Neumann, col. 17, 1. 7-9. col. 18, 1. 30-36), and 
an extended search of extracting predetermined items of claim 
definition information in a standard term from claim details of a 
natural language form input as the claim content by referring to a 
synonym table which converts synonym terms having the same 
technical meaning into the single standard term and then deriving a 
reduced number of solution candidates based on a combination of 
the claim definition information items from the claim reports obtained 
in the ordinary search (Neumann, col.23, 1.33-46). 

4. Regarding claim 2, Neumann further discloses the technical support system 
according to claim 1, wherein said claim handling section is configured to check a 
missing item of the product information based on the claim definition information 
obtained in the standard term in said extended search, and fill out the missing 
item of the product information with the standard term (Neumann, Table. 1, item 6, 
col.1 3,1.24-26). 

5. Regarding claim 3, Neumann further discloses the technical support system 
according to claim 2, wherein said claim handling section is configured to check 
an error item of the product information based on the claim definition information 
obtained in the standard term in said extended search, and requires confirmation 

as to whether or not the product information is correct, when the claim definition 

information is inconsistent with a content of the product information (Neumann, 

I 
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col.14, 1.42-67). 

6. Regarding claim 4, Neumann further discloses the technical support system 
according to claim 1, wherein said claim handling section is configured to check 
an error item of the product information based on the claim definition information 
obtained in the standard term in said extended search, and requires confirmation 
as to whether or not the product information is correct, when the claim definition 
information is inconsistent with a content of the product information (Neumann, 
col.13, 1.22, col.19, 1.2-3, col.27, 1.1-3) . 

7. Regarding claim 5, Neumann further discloses the technical support system 
according to claim 1, wherein said claim handling section includes a synonym 
table which is referred to in the extended search to convert synonymous terms 
indicative of a problem into a single standard term (Neumann, col. 18, 1.41-43, 

col.20, I.48-49, col.23, 32-46). 

.. * 

i 

8. Regarding claim 6, Neumann further discloses the technical support system 
according to claim 1, wherein said claim handling section includes a synonym 
table which is referred to in the extended search to convert synonymous terms 
indicative of a unit corresponding to a problem occurring position into a single 
standard term (Neumann, col.23, 1.34-36). 

9. Regarding claim 7, Neumann further discloses the technical support system 
according to claim 1, wherein said claim handling section includes a synonym 
table which is referred to in the extended search to convert synonymous terms 
indicative of a cause of a problem into a single standard term (Neumann, col.23, 
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I.34-36). 

10. Regarding claim 8, Neumann further discloses the technical support system 
according to claim 1, wherein said claim handling section includes a synonym 
table which is referred to in the extended search shown to convert synonymous 
terms indicative of a treatment for a problem into a single standard 

! t 

term(Neumann, col.23? 1.34-36 ). 

1 1 . Regarding claim 9, Neumann further discloses a recording medium with a 
program for a technical support system server which includes a service 
information portal section which provides web pages as an information input and 
output interface, a knowledge base section which stores various claim reports 
and solutions answered by engineers with respect to the claim reports, and a 
claim handling section which searches said knowledge base section for solutions 
which match a claim content input to a client web page, said program being 
arranged for causing said claim handling section to perform an ordinary search of 
collecting the claim reports from said knowledge base section based on product 
information input as the claim content, and an extended search of extracting 

/ predetermined items of claim definition information in a standard term from claim 
details of a natural language form input as the claim content by referring to a 
synonym table which converts synonym terms having the same technical 
meaning into the single standard term and then deriving a reduced number of 
solution candidates based on a combination of the claim definition information 
items from the claim reports obtained in the ordinary search (Neumann, col.4, 
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I.47-50). 

12. Regarding claim 10, Neumann further discloses the recording medium according 
to claim 9, wherein said program is arranged for causing said claim handling 
section to check a missing item of the product information based on the claim 
definition information obtained in the standard term in said extended search, and 

* 

fill out the missing item of the product information with the standard term 
(Neumann, Table. 1, item 6, col. 13, I.24-26). 

1 3. Regarding claim 1 1 , Neumann further discloses the recording medium according 
to claim 9, wherein said program is arranged for causing said claim handling 
section to check an error item of the product information based on the claim 
definition information obtained in the standard term in said extended search, and 
requires confirmation as to whether or not the product information is correct, 

when the claim definition information is inconsistent with a content of the product 

information (Neumann, col. 14, 1.42-67). 

14. Regarding claim 12, Neumann further discloses a technical support method 
using a knowledge base section which stores various claim reports and solutions 
answered by engineers with respect to the claim reports, said method comprising: 

• an ordinary search step of collecting claim reports (Neumann 
col. 17,1.7-9); 

• a step of extracting predetermined items of claim definition 
information in a standard term from claim of a natural language 
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K 

form input as the claim content by referring to a synonym table 
which converts synonym terms having the same technical meaning 
into the single standard term (Neumann, col. 17, 1.8-9, col.23, 1. 34- 
36); and 

• an extended search step of deriving a reduced number of solution 
candidates based on a combination of the claim definition 
information items from the claim reports obtained in the ordinary 
search (Neumann, col. 12, 1.11-14). 

15. Regarding claim 13, Neumann further discloses a technical support method 
according to claim 12, further comprising: 

• a step of checking a missing item of the product information based 
on the claim definition information obtained in the standard term in 
said extended search (Neumann, col. 13, I.24-26). 

and 

• a step of filling out the missing item of the product information with 
the standard term (Neumann, Table.1,item 6 ) 

16. Regarding claim 14, Neumann further discloses the technical support method 
according to claim 12, further comprising: 

• a step of checking an error item of the product information based 
on the claim definition information obtained in the standard term in 
said extended search (Neumann, col. 16, 1.30-40 col.23, 1.34-36, ); 
and 

V 
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• a step of requiring confirmation as to whether or not the product 
information is correct when the claim definition information is 
inconsistent with a content of the product information (Neumann, 
col. 16, 1. 48-67). 
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Conclusion 

The prior art made of record and not relied upon is considered pertinent to application's 
disclosure. 

• Keith Jr (PG Pub No. 2002/0032672) Metod And Apparatus For 
Formatting Information Within A Directory Tree Structure Into An 

4 i 

Encylopedia-Like Entry. 

• Kern et al., (PG Pub No. 2002/0059369) Method And Apparatus For 
Creating And Distributing Non-Sensitized Information Summaries to 
Users. 

• Rangan et al., (US Patent No. 6802042) Method And Apparatus For 
Providing Calculated And Solution-Oriented Personalized Summary- 
Reports To A User Through A Single User-Interface. 

• Christfort et aL, (PG Pub 2002/0120684) Customizing Content Provided 
By A Service. 

• Beck et al., (US Patent No. 6539419) Method And Apparatus For 
Providing Media-Independent Self-Help Modules Within A Multimedia 
Communication-Center Customer Interface. 

• NPL - Hilbert et al., An Approach to Large-Scale Collection of 
Application Usage Data Over The Internet, ACM, Proceedings of the 20 th 
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International Conference on Software Engineering, April, 1998, pp.1 36- 
142. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Kelvin Lin whose telephone number is 703-605-1726. 
The examiner can normally be reached on Flexible 4/9/5. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Jack Harvey can be reached on 703-305-9705. The fax phone number for 
the organization where this application or proceeding is assigned is 703-872-9306. 

* r 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 
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